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CI-P News

Bend

Curve

The weather outside is frightful, inside it is so...busy
— Walter E. Lowell

As
you
may recall,
the earth is now
approaching perih e lio n
w h ich
means “Winter”
here in Maine.

private sector but writes that
Lean will be always in her mind in
her new work setting.
Chip
Fussell has also left State service
but continues to stay connected
to us.

This is yet
another example of counter intuitive behavior in natural systems;
namely, when we get closer to the
sun it gets colder.

Two CI-Ps, Merle Davis and
Nancy DeSisto, became officially
Certified as bronze-level Continuous Improvement Practitioners
with more folks in the pipeline.

For us here at CI-P News it is a
time of reflection on work accomplished over the past year and
great anticipation of things to
come.

Lean work this year was extensive and varied.

As with every year there are
comings and goings, and this year
is no different.
In February Nancy DeSisto retired. Nancy was a strong supporter of our work here in the Office of Lean Management and we
have missed her support, experience and encouraging smile.
Other CI-Ps have moved on as
well. Rae Ann Brann got moved
over to the Commerce Center
where she will begin to promulgate
Lean thinking to the OIT folks in
that building. Jane French left
State government to work in the

CI-Ps worked with Maine’s
CDC Environmental Health (EH)
management and team on both
training and mapping activities.
Mapping included the Water,
Subsurface, Health, and Radiological Inspection Processes and the
Complaint Reporting Process. In
addition, CI-Ps supported work in
the Infectious Disease and Epidemiological Division to map out the
TB Control Process and the Enteric Disease Process. CI-Ps also
helped with several Kaizens related to these efforts including one
on the Voice of the Customer,
Annual Report Preparation, and
developing functional requirements for EH’s Tracker software.
— continued on p. 4
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Printed & Other Matters
“The use and abuse of scenarios” by Charles Roxburgh in the November 2009 issue of
McKinsey Quarterly raises very interesting points. Can these be applied to what and how we
approach the future state and resulting improvement implementation plan?
https://www.mckinseyquarterly.com/Strategy/Strategy_in_Practice/The_use_and_abuse_of_scenarios_2463

        
Given that identification of needed IT improvements has been a constant in our improvement
interventions, you may be interested in this issue of Smart Enterprise Magazine and its
editor’s message that “Lean IT is an idea whose time has come and the benefits are
simply too attractive to ignore.”
http://www.smartenterprisemag.com/index.jhtml;jsessionid=QHIXYQ1YOYX3RQE1GHPCKH4ATMY32JVN

A Second Generation CI-P?



From: Bell, Julia J
Sent: Monday, November 30, 2009 9:02 AM
Subject: Zachary Cronin has arrived!
Nancy Cronin and her husband Dan welcomed their new little bundle of joy, Zachary Andrew
Cronin, into the world last Friday, November 27, at 6:52 p.m. Zachary weighed 10 pounds at
birth and was 21 1/2 inches long. Nancy proudly reported that he is also sporting a full
head of hair and he is absolutely beautiful. Zachary and mom are both doing well.
Nancy also told me that the city of Augusta had a fireworks celebration 24 hours later
right outside her window at MaineGeneral to celebrate Zachary's arrival - some people may
have thought it was for the tree-lighting ceremony Saturday evening, but Nancy and Dan
were quite sure it was in honor of Zachary's arrival. It certainly was the reason they were
celebrating.
Julia
Maine Developmental Disabilities Council
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My End of the Year Message
————

Arthur S. Davis

at $0.58 per minute)…or 78 days. At 80%, it’s
1664 hours of waste ($57,907.00) or 208 days.
If, as is likely to be the case, there multiple peoFor example, three times this ple in the process or involved in the problem,
week, I have engaged in con- then the amount of waste is a multiple of these
versations with leaders of
numbers.
three well-known Maine orSo where does that leave us and these leadganizations. After extensive
ers? Why would we rather waste 78 to 208 or
conversation, they found
themselves asking, “How will more days than accept “a better way” of doing
we be able to find the time to get started on our things? What if it was your personal bank account and you only had, say $50,000.00 in it?
Lean program?” Or words to that effect.
Alright, say you had $500,000.00 or even
What is interesting is that the literature says, $2,000,000 in it, would you wait for the “right
in one case “…[that between] 30% and 80%” of time” and, if you would, why? “ @#!& no!,” you
what is done in the Service Sector is waste in
say. Really?
the eyes of the customer. In other reports, it is
You know, in 1986, when I first began to
stated that prior to a fundamental shift to Lean,
organizations in the Public (government - local, learn, practice using, and leading the Toyota
Production System method of management
state, and federal), Service (retail, accounting,
(then called TQM, TQC, J.I.T., Zero Inventory,
banking, hospitals, etc), and Private (other for
Hoshin Planning, World Class Manufacturing,
profit establishments) sectors operate in ways
etc.), I and the other brave souls that dared to
that have 95% of what they do be waste in the
admit that they had experienced this “better
eyes of their customer.
way” while studying in Japan got the same (or
Moreover, it is reported that Toyota, as good similar) answer, “Let’s wait for a better time.”
as they are at eliminating waste, acknowledges
So, for my year-end message, I challenge
that they are only approaching something on the
order of 50% of what they do as waste (still)! By you, and me, to put our money where our
mouths are. As lean practitioners, we should
the way, as you know, Toyota isn’t waiting.
have the cleanest, best organized desks or work
Well, take your pick. If a leadership group is areas in Maine State Government and/or at
wrestling with ‘how do we find the time?’ The
home (If we have the time. Or, is it about time or
most straightforward (said in a way they are
something else?).
most likely to hear it) way is; pick an amount of
It has been a great year! We, the attendees
time. Whatever amount of time you pick will not
come close to the amount of time you are wast- of CI-P Clinical Supervision, have seen much,
done much, and have the promise of some realing, be it 30%, 80%, or 95%.
ly significant happenings in 2010 and beyond.
Looked at another way, what this is telling us So, I’d like to say thank you and happy holidays!
is this: there are 2080 paid salary hours of work
Arthur
in a year. That means, roughly, that at 30%
waste, there are 624 hours of waste (or $21,715
Isn’t it interesting how our
minds work?
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The weather outside is frightful. . . .
Other Public Health initiatives were
supported as part of the Robert Wood
Johnson Foundation Common Ground Grant
and included working with Bangor’s Office
of Community Health. The work in Bangor
included training staff in Lean principles
and methods and a VSM on their Outbreak
Response Process. This was the last year
of the Common Ground grant, and one objective was to integrate and develop an integrated Common Ground/Lean training for
the CG core team. This work was completed by Kelly Grenier and your author and delivered to the core team over the summer.
While the CG has come to an end, Kelly
and I are in the process of developing a
grant proposal to research our intervention
work with a particular emphasis on the role
of relational coordination in sustaining Lean
initiatives.
This year also saw the second phase of
the PDD/Autism work unfold.
CI-Ps supported the mapping of the Early Identification Process for PDD/Autism
here in Maine. This included a focus group
with parents of PDD/Autism children. Nancy Cronin continues to move the PDD/
Autism effort forward and has been a
champion in getting Action Plans implemented and making change happen.
Nancy has briefly stopped to have a baby — who we all here at CI-P News consider
will be a 2nd generation CI-P. Congratulations, Nancy!
This Fall the OLM supported the LongTerm Care In-Home & Community-Based
Service System VSM redesign. This was a
Page 4
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unique intervention in that it was commissioned by the Maine State Legislature and
included external providers, consumers,
and DHHS staff working in collaboration to
redesign the system. The work involved 8
sessions, has taken several months to complete, and was preceded by what has become known as “Lean 1” or the Long-Term
Care Medical & Financial Eligibility Process
VSM and Kaizen.
The CI-P team continues to participate
in monthly Clinical Sessions; conducted
study missions to New Balance, Lonza, and
Orion Rope; revised the VSM process; and
began planning for next year’s 5th Development of Practitioner week-long training
session, which will be delivered exclusively
by Bend-the-Curve CI-Ps.
Other highlights over the past year included the Ken Miller sessions on “Leading
Change in State Government” and a special
day and half workshop for CI-Ps on “The
Change Agent’s Guide”. These were wonderful learning sessions for those who had
the opportunity to attend.
This year brought together a variety
folks from the private sector, higher education, health, and government to begin
planning for a “Lean in Maine Summit.” The
objective of the Summit is to provide a forum for the different private and public
sectors to learn about the Lean work going
on around the state and region, to promote
understanding, training and to network
with other people and organizations. The
planning team has contacted presenters &
keynote speakers and is aiming to hold the
Summit in August 2010.

— cont’d on next page
CI-P News

— cont’d from prior page
Bend-the-Curve also reached out locally
and nationally to support and assist other
states and cities in their Lean implementation efforts which included a site visit to
Maine by two New Hampshire entities, NH
DHHS and the Durham, NH town management staff. Both these groups were eager
to hear about Maine’s experience and
greatly appreciated the opportunity to
learn first-hand from CI-Ps. We plan to
continue collaboration with them.
We have also been assisting the State
of New York as they strategize on how to
start Lean in New York state government.
In addition, at the urging of CI-P Marcel
Gagne, we have begun to establish a collaborative arrangement with USM LewistonAuburn College to explore how we can mutually support Lean knowledge, practice, and
initiatives at the University and here in
state government. We are all excited
about the potential future of this endeavor.
A final word dear reader.
As the light deepens we are humbly and
solemnly reminded that it is the season of
Advent which hails great expectations and
new beginnings.
The world is changing and will bring
change in mighty ways. Be in no doubt and
be prepared.
Lean is but one Herald of things to
come.
And as surely as the world turns, there
will be no turning back.

—— Walter
Volume 4, Issue 12

Two Dynamic & Progressive Entities Discover Mutual Benefit…
It is such an exciting (& unfortunately not
common enough) opportunity to be part of
two separate organizations and to explore
the potential synergy that may evolve from
the two combining thoughts and actions. I
have been actively involved with Bend the
Curve for about 18 months and have experienced the “transformation” of understanding
what continuous improvement means and
have embarked on the long journey of learning more. I believe the work to be a critical
solution to not only what is challenging state
government but all entities that have process. The ethical & philosophical mindset of
Lean, that of “hard on process & easy on
staff” speaks resoundingly to me. This common sense approach to problem-solving
leaves me in a place of “I can never go
back” to old ways. My other passion is the
University of Southern Maine – Lewiston Auburn College, a progressive, non-traditional
college that exists to serve its students and
its community by actively maintaining relevance to responding to those needs. I am a
student in the Leadership & Organizational
Studies (LOS) Program, have co-trained
and spoken to many classes, and also serve
on its Community Advisory Board as Chair.
I am inspired by the caliber of the faculty,
the progressiveness of the administration,
and the complete focus on helping the student acquire a world-class education with an
amazing amount of support. The potential
partnership of BTC & LAC seems to fit together ideally and pragmatically. The issue
of sustainability, innovative and relevant education, and producing 21st century leaders
equipped with this knowledge and tools will
serve all very well in this rapidly changing
and demanding workplace.

-— Marcel Gagne
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Draft: The New, Integrated Three-Day VSM Flow
As you know, over the course of the last three Clinicals, we began to develop a draft of the
overall flow and content of a three-day value stream mapping that would integrate the various
approaches and methods we have been learning and exploring. The results of this work follow
below. The design notes based on this work will augment and provide an alternative to the
basic VSM design notes already established as a standard and posted on the BTC website.

DAY ONE INTEGRATED VSM – CURRENT STATE
BASELINE COMPONENTS/MODULES FLOW
Duration

Module/Component

Key Ideas

Set-Up

Start-Up

Scope of Work

Networking; welcome; improvement event
overview; logistics; CI-Ps Intro of selves,
role, co-lead, BTC: Participants intro &
roles in process; group expectations, the
one thing they’d like to improve; agenda.
Shared understanding of the work to be
considered and done
Mgr’s review of charter;
Roles & Responsibilities;
Ground Rules development.

System of Work (Learning)

Develop system/process mindset;

(Practice Modules: Walking
the Dog; Mission; Mustang
Factory; Card/Flow Simulation; )

Develop common experience to reinforce
key concepts (customer, product, process, outcome, value, flow);
One of several places for card simulation.

Process Analysis Matrix

Snapshot of process, first written document of current state;
Key Steps left out until after CS mapping
is done or done at very high level.

Mapping Current State
(Visualizing the Current
State Worksheets; metrics –
what is: value/use of; functional role swimlanes)

Check-Out

Worksheet; Stickie notes activity
(brainstorm / loop & group); swim lanes
by step/activity & role (vs. list, vs. do at
end); elapsed time, work time; as WHY 2x
or more (minimize elapsed: work time);
stickies – blue improvement notes & yellow/buff comment notes.
As time permits - Here or can be at beginning of Day 2; Metrics summary (reality
check); 3 B’s (brief); Wastes (brief); Red
dot step problem identification; (optional)
critical path identification.
Summarize day & relate to Day Two
work.
Closure; how it went;

Adjourn

Appreciation

Analysis (Metrics Summary; brief 3 B’s & Waste)

Wrap-Up

Rationale
When & Why
Makes place conducive to learning &
doing.

Puts P’s on equal
footing.

— cont’d. on next page
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DAY TWO INTEGRATED VSM – FUTURE STATE
BASELINE COMPONENTS/MODULES FLOW
Duration

Module/Component

Key Ideas

Rationale
When & Why
 To not interrupt team
with prep & staff work.
 To promote an environment conducive to learning & doing.
 Orient team to the work
ahead.
 Make team comfortable
& able to progress.
 Warm team members
up to interaction.
 Transition team from
the past to the future.
 Orient team within the
event.

30”

Set-Up

Prepare room & “staff”: supplies, status of
event, issues, contracting among staff,
changes, etc.

15”

Start-Up

Prepare the group for the day’s work.

30”

Review Day One’s Work

Review key ideas
reach consensus on CS map
reinforce learning
Customer, Product, Outcome
Review Analysis from Day 1

75”

Continuous Improvement
Concepts (8 Wastes/3
B’s;Lean Concepts; VA &
NVA ; 5 WHYs)

Enable the team to distinguish between
value & non-value-added waste:
Lean Concepts – 5m
8 Wastes – 10m
3 B’s – 5m
VA & NVA – 10m
Miller Questions, p.142 – 30m
Waste Worksheet – 10m
5 WHYs – if/as comes up
FS Worksheet – 5m
Incorporated with above.

 Identify ideas for improvement.
 Clarify what parts of the
process the customer
wants & those that are
not important to them.

Mapping Future State
(brainstorm future state; loop
& group; metrics – improvement; functional role swimlanes; )

To create, visualize, and document the
new process:
Radical vs. incremental change.
Identify improvements. Estimate improvements.
Elapsed time vs. work time, gap analysis, perfection.
Changed metrics.

Analysis (FS metrics summary; CS & FS metrics comparison; 3 B’s identification;
Waste; flow loops; )
Wrap-Up

Sum of the parts has impact on the process.
Compare current to future state.

 To illustrate the new
process.
 To help the team design a shared/common
future state.
 To think through the
proposed changes & their
impact on the process &
customer.
 To ensure the process
is better for the org. and
for the customer.

Check-Out

Closure – how it went.

Adjourn

Appreciation

Practice Modules: Miller
p.142 Questions; FS Worksheet; Waste Worksheets;
Optional Simulation)
180”

 Practice and apply concepts.

Summarize day & relate to Day 3

— cont’d. on next page
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DAY THREE INTEGRATED VSM FLOW– IMPROVEMENT IMPLEMENTATION PLAN
Duration

Module/Component

Key Ideas

Rationale
When & Why

 To not interrupt team
with prep & staff work.

Set-Up

 To promote an environment conducive to learn30”

30”
60”

180”

Start-Up

 Reconnect individuals to the team.

 Loosen individuals to
speak up & move into
process.
 Prepare members for
the day & set the day’s
expectations
 Prepare members for
the day’s work.
 The work is defined
here but only beginning
unless it is done here.

Review & Analysis of Prior
Work
Improvement Action Plan –
Components, Characteristics, & Use (definitions; impact & effort-feasibility grid;
kaizen; target & outcome

 Flow & Metric review, where the team is in
that leg of the journey.
 Introduce new teams to the tools and reinforce to experienced teams.

Developing the Improvement Action Plan
(Brainstorming; loop & group;
multi-voting; kaizen; target &
outcome measures;)

 Work is defined and tracked and ideally
done now or deadlined.

 Do what can be done
here,

 Add & classify.

 Assign other work to
people and time.

 Model effective 5-S for ideas:
 Sort (through all the recommendations);
 Set in order (by critical path and priority);
 Shine (remove those that cannot be done
or need to be done through a different
process) ;
 Standardize (put in the action plan form
and set assignments & deadlines);
 Sustain (come up with a mgt. plan to see
to it the work is performed and reported).

60”

Re-entry

 Option desirable if group is from a larger
group and/or to orient management.
 Prepares the organization & affected staff
for the change.

45”

Follow-up: Managing the
Implementation of the Plan
& Next Steps
Summary & Wrap-Up

45”

Check-Out & Appreciation

60”

 Part of the plan is how to summarize & enlist organizational acceptance.
 Work not done needs to be tracked & barriers removed

 Without cooperation of
others, changes will not
be implemented.
 Prepares the P for reentry into the “business
as usual” culture.
 What is not measured
is not done….

 Defining the problem & solutions is a big
part of the work and that is done.

 Finality for this part of
the journey -- realization

 Good job, we should do this more often

 This is part of a process and a series of ef-

Adjourn
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Status: CI-P Certification Exam
In the 11/2009 Clinical, the CI-Ps broke out into two groups and 1) classified each question by one or
more of the 5 competencies; 2) summed them; 3) identified the related competency areas; 4) evaluated
the content of each question and classified it as Keep, Modify, or Delete; and 5) suggested some new
questions that might be added to the Exam.
Competency Areas of
Exam Questions

Group #1

Group #2

Lean

32

78.0%

41

100%

Process

14

34.1%

14

34.1%

Group

4

9.8%

4

9.8%

Change

3

7.3%

11

26.8%

Self

2

4.9%

3

7.3%

Total Competencies

55

134.1%

73

178%

Actual Questions

41

100.0%

41

100%

Assumption: The basis of the exam is what is
thought to be fundamental at the Bronze certification level, so that it includes the
knowledge, development, and practice gained
from DOP 1, Clinical Supervision sessions,
DOP 2, other reading material, intervention
observation and facilitation, etc.
Conclusion: Need to focus & develop more on
Self, Group, Change, and Process questions.
The exam questions seem heavily oriented
toward a Lean competency focus – although
since all of the competencies have a basis
also in Lean knowledge & practice, this result
might not be as skewed as might first appear.

Next Steps for Exam: It was concluded that we will a) agree on what should be tested; b) use the five
competencies; and c) each generate new questions. CI-Ps will review the exam keeping in mind that we
are not bound by it and that the future version should cover what we believe is the essential basic understanding at the Bronze-level certification. This means that there should be a significant number of new
questions generated. The discussion of and work on the exam will continue in the next and later Clinicals.

BTC Lean Events
Date

Time

Topic

Location

Contact

Dec 18

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

Jan 22

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

Feb 19

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

Mar 19

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

Mar 22-26

8:15-5:00 DOP 1-5

221 State, Lean Lab

ASD / WEL

April 16

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

May 21

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

June 18

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

July 16

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

Aug 11-13

TBA

TBD

ASD / WEL

Aug 20

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

Sept 17

8:15-4:30 Clinical Supervision

221 State, Lean Lab

ASD / WEL

Lean Summit 2010

* To add or see more events or detail, go to the Bend the Curve Calendar in Outlook’s Public Folders.
Volume 4, Issue 12

Page 9

The primary purpose of the Bend the Curve Team
is to provide support, consultation, assistance, and
leadership in process and other improvement approaches and activities for State staff and work
teams as they seek to continually improve their
work culture, procedures, processes, and environments – in order to meet the mission of the department and the expectations of Maine citizens.

Office of Lean Management, DHHS
221 State Street
Augusta, Maine 04333-0011

We’re on the net !

FAX: 207-287-3005
TTY: 1-800-606-0215
Lean Lab : 207-287-6164

http://www.maine.gov/dhhs/btc
http://www.maine.gov/labor/bendthecurve/

OLM/BTC Staff:
Walter E. Lowell, Ed.D. CPHQ, Director
Phone: 207-287-4307
walter.lowell@maine.gov
Julita Klavins, M.S.W.
Phone: 207-287-4217
lita.klavins@maine.gov

More Miller
workshops &
DOP 1-5 being
planned !
Additional workshops
with Ken Miller are being planned. We’ll keep
you posted.
The intensive introductory CI-P Bronze level
training (DOP 1-5) is
scheduled for March 2226, 2010.
You can also check the
BTC Calendar in Outlook’s Public Folders &
come to the planning
meetings for both.

Continuous Improvement Practitioners:
BTC Intervention Facilitation Status

DHHS

DAFS

Kate D. Carnes

IA-L

Jorge A. Acero

O

Rae-Ann Brann

L

Nancy Cronin

IA-O

Michael T. Brooker

IA-O

Wendy Christian

IA-O

Nancy Desisto*

IA-L

Deidre A. Coleman

IA-O

Rebecca S. Greene

IA-L

Jane French*

IA-L

Joan A. Cook

CL

Lyndon R. Hamm

IA-CL

James Fussell*

L

Stephen C. Crate

O

Alicia Kellogg

C-O

Marcel Gagne

CL

Arthur S. Davis

L

Billy J. Ladd

CL

Julita Klavins

L

Merle A. Davis

L

Michaela T. Loisel

IA-L

Don Lemieux

C-O

Eric Dibner

O

Muriel Littlefield

C-L

Peter D. Diplock

O

DOT

Walter E. Lowell

L

Brenda G. Drummond

IA-O

Michael Burns

C-O

Jack Nicholas*

IA-O

Anita C. Dunham

IA-CL

Jessica Glidden

IA-O

Ann O’Brien

L

Karen D. Fraser

IA-L

Rick Jeselskis

IA-O

Cheryl Ring

C-CL

Timothy J. Griffin

L

Robert McFerren

IA-O

Terry Sandusky

L

Gaetane S. Johnson

IA-O

Sam McKeeman

C-O

Clough Toppan*

CL

James J. McManus

IA-CL

Jeffrey Naum

IA-O

Helen Wieczorek*

IA-O

Scott R. Neumeyer

IA-O

Bruce H. Prindall

IA-L

DEP

John L. Rioux

L

Carmel A. Rubin

Sheryl J. Smith

C-L

OPEGA, Legislature
Matthew K. Kruk

*

Community CI-P
L - Lead
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DOL

IA-O

IA - Inactive

IA-O

C – “Champion for Lean” - not facilitating

CL – Learning Co-Lead

.Caring..Responsive..Well-Managed..We Are DHHS

O – Learning Observer
CI-P News

